In this article, the researcher attempts to study theelectronic customerrelationship management and its effect on bank quality outcomes. Statistical population of thus research is all staff working at Refah Bank of Arak City. The research objective is applied and the method is survey-descriptive. The researcher has used questionnaire to collect the data in addition to library references. Sampling size is 122 based on Cochran's formula that was returned after distributing of 80 samples. Hypotheses of research have been analyzed using spss software and Spearman correlation test. The results prove all hypotheses of research.
Features of Customer-Based Services: there is a huge gap between the implementation of e-CRM and outcomes. So, there must be something that connects them together (Sivarax and et al. 2011, 149) .
Quality of Communication:it isan appropriate levelof responding to customer's needs along
with communication and understand themto how their expectations, goals and wills is done at bank. Customer is dependent on complete relationships that he has with the business and it contains various exchanges ( Sivarax and et al. 2011, 149) .
Studying e-crm and crm
It has not provided an acceptable definition for CRM, although it is widely known. Definition and field of CRM has been provided in previous researches; recently, Brash & Bradshaw have found that companies get more efficient by expanding online marketing communications.
Studying the works related to CRM shows that the different research of e-CRM is frequently defined as an integral part of distribution and online marketing that develop CRM conventional techniques with completing technologies of new electronic channels such as web, wireless devices and voice technologies and integrate them with implementations of ecommerce. In addition, Dyche (2011) suggested that there are two main types of e-CRM:
Operational and Analytical.
Operational e-CRM pays to the features of contact with customers;in another word, all methods of contact with customer including contact among people, web sites, email, telephone, direct selling and fax. E-CRM is an analysis based on the use of technology in processing and understanding of large amount of customers' data. Kraft (2000) notes that integration between CRM systems and their allowed systems is very common and the integration of all channels in addition to all the restrictions are necessary for success of company. Due to the significant role of operational e-CRM, Anon (2002) and Kennedy (2006) attempted to spread the subject including electronic channels and technologies such as cell phones, customer's contact centers, voice responding systems that providesthe opportunity to exchange with customers without personal contacting or generally with reduction of human exchange levels (Sivrax and et al. 2012, 148) .
Studying e-crm customer benefits
Advantages of organizational implementation of e-CRM rather than its interactive marketing services are quick services and responding time. is divided into three parts. In first part, the quality service variable is with components including easy use, designing web site, responding, personality and confidence. In this part, all mentioned variables are independent variables of the research. In the second part, two customer satisfaction and confidence variables are intermediary variables. In the third part, the customer loyalty variable is the final independent variable that includes components: oral loyalty and maintaining loyaltyintent. Sixteen hypotheses have been studied based on relationships of model. As mentioned above, the statistical population of the research is 167 companies (SME) and the questionnaire is used in order to collect the data. hypotheses. The information needed for studying and test the research hypotheses is collected through questionnaire by 211 students at State University of America. It is studied and analyzed using structural equations.
RESEACRCH METHOD
In terms of method, this research is descriptive-correlational and the research method is applied based on the goal. In this study, the field method is used on the regard of collecting the data related to the test of research hypotheses. In this research, the questionnaire has used to collect the data. The questionnaire used in this research includes 23 questions related to the main goal of the research. The answers are designed through Sivrax and et al. article in 2011.
The statistical population of research include all staff working at Refah Bank of Arak City.
They are 23 people. Based on Morgan Table, the sample size is80 people.
DATA ANALYSIS
1-Implementation of E-CRM has obviously a positive relationship with the features based on customer service. The relationship between twovariables, implementation ofE-CRM and features based on customer service, show that r=0.965 and sig=0<0.01. So, the lack of correlation relationship ofE-CRM implementation hypothesis and features based on customer service is denied and the researcher's hypothesis is approved.
1-1 implementation ofE-CRM has a positive relationship with the information received by customer. The relationship between twovariables, implementation ofE-CRM andinformation received by customer, show that r=0.937 and sig=0<0.01. So, the lack of correlation relationship ofE-CRM implementation hypothesis and the information received by customer is denied and the researcher's hypothesis is approved. 2-1 implementation ofE-CRM has a positive relationship with the contact channels The relationship between twovariables, implementation ofE-CRM andthe contact channels,
show that r=0.985 and sig=0<0.01. So, the lack of correlation relationship ofE-CRM implementation hypothesis and thecontact channels is denied and the researcher's hypothesis is approved.
3-1 implementation ofE-CRM has a positive relationship with customer's convenience The relationship between twovariables, implementation ofE-CRM andthecustomer's convenience, show that r=0.951 and sig=0<0.01. So, the lack of correlation relationship ofE-CRM implementation hypothesis and thecustomer's convenienceis denied and the researcher's hypothesis is approved.
2-Implementation ofE-CRM obviously has a positive relationship with quality and outcomes of bank-customer relationships. The relationship between twovariables, implementation ofE-CRM andthequality and outcomes of bank-customer relationships, show that r=0.968 and sig=0<0.01. So, the lack of correlation relationship ofE-CRM implementation hypothesis and thequality and outcomes of bank-customer relationships is denied and the researcher's hypothesis is approved.
2-1 Implementation of E-CRM obviously has a positive relationship with general quality of bank-customer relationships. The relationship between twovariables, implementation ofE-CRM andgeneral quality of bank-customer relationships, show that r=0.989 and sig=0<0.01. So, the lack of correlation relationship ofE-CRM implementation hypothesis and general quality of bank-customer relationships is denied and the researcher's hypothesis is approved.
2-2 Implementation ofE-CRM obviously has a positive relationship with customer's trust. The relationship between twovariables, implementation ofE-CRM andcustomer's trust, show that r=0.989 and sig=0<0.01. So, the lack of correlation relationship ofE-CRM implementation hypothesis and customer's trust is denied and the researcher's hypothesis is approved.
2-3 Implementation ofe-customer relationship management withcustomercommitment. The relationship between twovariables, implementation ofE-CRM andcustomercommitment,
show that r=0.948 and sig=0<0.01. So, the lack of correlation relationship ofE-CRM implementation hypothesis and customersatisfaction is denied and the researcher's hypothesis is approved. 2-4 Implementation ofe-customer relationship management with customer satisfaction. The relationship between twovariables, implementation ofE-CRM andcustomercommitment,
show that r=0.935 and sig=0<0.01. So, the lack of correlation relationship ofE-CRM implementation hypothesis and customersatisfaction is denied and the researcher's hypothesis is approved. 2-5 Implementation ofe-customer relationship management with customer loyalty. The relationship between twovariables, implementation ofE-CRM andcustomerloyalty, show that r=0.962 and sig=0<0.01. So, the lack of correlation relationship ofE-CRM implementation hypothesis and customerloyalty is denied and the researcher's hypothesis is approved.
3-Implementation of E-CRM has an indirect effect on quality-income relationship through the features of customer-based services.
First, the effect and relationship of E-CRM implementation on the features of customer-based services is studied that in hypothesis 1, it issue is approved with correlation coefficient 0.965, then the effect and relationship ofthe features of customer-based services on the quality and outcomes of bank-customer relationships is studied. The relationship between twovariables, the features of customer-based servicesandthe quality and outcomes of bank relationships, show that r=0.972 and sig=0<0.01. So, the lack of correlation relationship ofthe features of customer-based servicesandthe quality and outcomes of bank relationshipshypothesis is approved. 
According to significance level for regression coefficient of quality and outcomes of bankcustomer variable (sig=0.00<0.05) null hypothesis of zero value will be denied. As a result, it can be said that for one unit add to customer-based services, quality and outcomes of bankcustomer relationships will increase to 0.981 unit (because of positive regression coefficient) and given that regression coefficient will be significant, so the researcher's hypothesis based on the effect and relationship between the features of customer-based services and quality outcomes of bank-customer relationships with confidence level 95% is approved. On the other words, there is a positive relationship between the features of customer-based services and quality outcomes of bank-customer relationships. Given that the effect of E-CRM implementation on the features of customer-based services and quality and outcomes of bankcustomer relationships is 0.981 (correlation coefficient 0.972), so the indirect effect of E-CRM implementation on quality and outcomes of bank-customer relationships through the features of customer-based services are 0.959, 0.981 and 0.978 also, the their relationships are 0.950, 0.965 and 0.972
CONCLUSION BASED ON HYPOTHESES
The previous studies and interviewing with experts showed that there is a huge gap between e-CRM and outcomes, so there must be something to connect them together. Studying of the other workshave defined features of customer-based services as the structure connector. In this study,the features of customer-based services is defined as activities of CRM and e-CRM services. Therelated structures of customer-based service activities and outcomes of e-CRM has been obtained using the information obtained by experts and previous studies.
1-Implementation of E-CRM has obviously a positive relationship with the features based on customer service.
Spearman correlation coefficient is 0.965; on the other hand, due to the researcher's positive hypothesis based on the effect and relationship of E-CRM implementation and features based on customer services, is approved. The results of analyzing this factor show that it can be grouped according to three factors: information, convenience and connect channels. 
1-1 E-CRM has

1-2 implementation of E-CRM has a positive relationship with the customer's contact channels.
Spearman correlation coefficient is 0.985; on the other hand, due to the researcher's positive hypothesis based on the effect and relationship of E-CRM implementation andthe customer's contact channels, is approved.
1-3 implementation of E-CRM has a positive relationship with customer's convenience.
Spearman correlation coefficient is 0.951; on the other hand, due to the researcher's positive hypothesis based on the effect and relationship of E-CRM implementation andthe customer's convenience, is approved. Spearman correlation coefficient is 0.935; on the other hand, due to the researcher's positive hypothesis based on the effect and relationship of E-CRM implementation andthecustomer satisfaction, is approved.
2-4Implementation of E-CRM obviously has a positive relationship with customercommitment.
Spearman correlation coefficient is 0.948; on the other hand, due to the researcher's positive hypothesis based on the effect and relationship of E-CRM implementation andthecustomer commitment, is approved.
2-5Implementation of E-CRM obviously has a positive relationship with customerloyalty.
Spearman correlation coefficient is 0.976; on the other hand, due to the researcher's positive hypothesis based on the effect and relationship of E-CRM implementation andthecustomer loyalty, is approved.
2-6Implementation of E-CRM obviously has a positive relationship with customerrecommendations.
Spearman correlation coefficient is 0.962; on the other hand, due to the researcher's positive hypothesis based on the effect and relationship of E-CRM implementation andthecustomer recommendations, is approved.
Spearman correlation coefficient is 0.972; on the other hand, due to the researcher's positive hypothesis based on the effect and relationship of features customer-based services, is approved. The results of this study is the same with the results of study done by Sivrax and et al. (2012) . The results of Sivrax's study shows that there is a direct and positive effect on quality and also there is an indirect and positive effect on outcome.
Sivrax and et al. studied the effects of the relationship marketing activities on the relationship outcomes: satisfaction and customer loyalty.
It seems that due to internet bank services is new in our country and the users have not been enough trained for this issue. On the other hands, the efficiency of this type of systems is low in our country due to the lack of appropriate organizing and adequate flexibility in bank web sites in order to offer better, complete and quick services.
Suggestions based on hypotheses
Hypothesis 1: it is suggested that the commerce banks know e-CRM technologies very well and the most implementations of e-CRM be in the field of analysis; so it needs to collect enough information from the customers.
Hypothesis 2: it is suggested the banks provide the condition that the customers receive the right information on time and the banks offer their main information to the customers and customers can receive their updated information from their main banks.
Hypothesis 3: the most respondents do not connect to their main banks through the electronic channels, so it should be considered the customers' views in the field of e-CRM implementation.
